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ABSTRACT

The problem identified for research was that since the inception of an EMS patient transport
service was secured by the City of Oviedo Fire Rescue Emergency Management gpproximately one
year ago, no evauation of the new service had yet been performed to determine the successes, failures,
or areas for improvement.

The purpose of this gpplied research project was to evauate the EMS patient transport service
gnce inception and to determine if the new service was in fact meeting the expectations of both the
interna customer (employee), and the externa customer (patient), aswell asto compare the service to
other locd fire rescue agencies who were aso providing an EMS patient transport service. The
research sought answers to the following questions:

1 How did the internal customers (employee) rate the qudity of the EMS patient transport

service?

2. How did the externd customers (patient) rate the qudity of the EM S patient trangport

service?

3. How did the EMS Coordinators of loca fire rescue agenciesrate the EMS patient

transport service?

4, How did the Medica Director rate the quality of the EM S patient transport service?

5. Was the revenue collected from the EM S patient trangport service meeting our

expectations?



A descriptive research methodology was selected in order to evauate data collected from
severd different sources. Theinternd customers (employee) (Appendix A), externa customers
(petient) (Appendix B), locd firelrescue EM S coordinators (Appendix C), and the medica director
(Appendix D), were surveyed in an effort to evauate the EM S transport service from different
perspectives. Furthermore, financid data (Appendix E), and the citizen complaint process (Appendix
F), were aso evaluated.

The research results indicated that the survey process was effective in determining the status of
the EM S transport service and that the service was rated an overdl “excdlent” by theinterna
customers, external customers, as well as the medica director and EMS Coordinators. Furthermore,
financid data evauated determined that revenue collected was above the nationd average and
exceeded the organizations expectations. The use of customer survey cards (Appendix B), proved to
be an effective todl in soliciting information from the customer and determining the level of satisfaction.

Recommendations pursuant to this research project determined that surveys of the customer,
employees, medica director, and EMS coordinators supported the theory that the City of Oviedo Fire
Rescue Emergency Management was perrforming an “excdlent” level of service with the EMS patient
transport service and its results have assisted the s&ff in continuing to manage thisfidd of customer

svicein acod effective manner.
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INTRODUCTION

The problem chosen for research was that since acquiring EM S patient transport service, no
forma evduation of the success and/or falures of the program had been performed. Thisresearch
proved to be helpful in evauating the new service because management of the Oviedo Fire Rescue &
Emergency Management had told eected officids and the citizens of the community that it could provide
a better service than the previous provider, a private ambulance company. It became gpparent that an
evauation of the service would need to be performed from severa different sources. In order to
accomplish thistask it was decided that the best method would be to survey the internd customer,
externa customer, EM S coordinators, and the medical director. This method would offer a broad
overview of the service, rather than a single perspective.

Fire-Rescue trangport vehicles versus private ambulance transport vehicles were dso eva uated
concerning tota number of units available, locations within the county wide sysem (Appendix G), and
average response times (Appendix H). Furthermore, financid datawas aso compared (Appendix 1).

The purpose of the internal customer (employee) surveys was to evauate the satisfaction of the
employees providing the service. The purpose of EM S Coordinators survey was to evauate the
satisfaction of the management staff who coordinate the service. The purpose of the Medical Director
urvey was to evaluate the overdl satisfaction of the director of the medica services, and findly the
purpose of the externa customer (patient) survey was to determine the satisfaction of the customer who
actualy receivesthe service.

The study utilized a descriptive research methodology. The research questions to be

answered were;



1 How did the internd customers (employee) rate the quality of the EMS patient transport
service?
2. How did the external customers (patient) rate the qudity of the EM S patient trangport
service?
3. How did the EMS Coordinators of loca fire rescue agenciesrate the EM S patient
transport service?
4, How did the Medica Director rate the qudity of the EMS patient transport service?
5. Was the revenue collected from the EM S patient trangport service meeting our
expectations?
It was identified that by evauating each of these specific areas an overal satisfaction level of the
EMS patient transport service could be determined and which adjustments could be made, if deemed
necessary. It was gpparent that an evauation of the EM S patient transport service would be helpful in
determining future budget requests and possibly the need for expanded EM S services to meet the
customer needs. Since the service had been provided for over afull year, enough time had expired to
perform athrough evaluation of the service. The research provided management with an idea of an

overdl satisfaction level from severa key areas which would greetly assist in future planning.



BACKGROUND and SIGNIFICANCE

The use of surveysisnot an unusud concept. In fact, both public and private sectors have
utilized this process for inquiring about the overall satisfaction with products and services for many
years. Evauating products and services provided for customers gives companies a competitive edge
and isimportant in the success and often the surviva of the corporation. Linda Goldzimer said, “Since
you can't talk to every customer yoursdf, look upon your forma customer survey as an extension of
your outreach” (Goldzimer, 1989).

Surveying the internal customer (employee) as well as the externa customer (patient) proved to
be an effective tool in evaluating the overal satisfaction level from different perspectives. Evaluating the
directors such as the EM S Coordinators and the Medical Director aso provided a means of
determining the satisfaction level of the management officias who coordinate the program.

Since thiswas a change in the level of service, determining customer satisfaction was of utmost
importance. Far to often management develops an unredlistic perception of what the customer
percaivesthe quality of service to be, rather than what it actudly is. It isimportant to develop processes
such as customer surveysto better evauate the service rather than make inaccurate assumptions.

Ingtilling qudlity customer service vauesin employeesis aso vitd to the success of aprogram.
Without internd support the program is headed for faillure. Employees within the City of Oviedo Fire
Rescue Emergency Management are trained in the importance of providing quality customer sarvice. It
isindilled in dl membersthat by providing the very best service possible they are better securing their
own future. Inthe case of providing EMS patient transport service to the community the employees
recognized that by loosing the ability to provide such a service could mean the future downsizing of the

organization if such a service went back to being provided by a private corporation. It wasaso



recognized that making efforts to provide ahigh
level of quaity was important in maintaining the service. Employees have recognized thet the
importance of providing quality customer service will dictate their own future,

Much competition has occurred across the country with varied resultsin providing EMS patient
trangport service from public or private entities. Many fire rescue services are making
attempts to secure transport servicesfrom previoudy run private for profit providers. Generaing
revenue for afire rescue service is dso somewhat of anew direction. Though many services have
indilled rembursement fee schedules for various aress, actudly making money on adally bassfor afire
based serviceisanew venture. It certainly adds a new wrinkle to the equation. The organization is
now looked upon as amoney generator. Thisasin the case of the City of Oviedo Fire Rescue
Emergency Management has proven to be areal benefit at budget time. 1t was discovered that
acquiring capital budget items has been more successful since beginning a revenue generator for the city.
Although entering into this EM S patient transport service with the sole desire to provide a better level
of service to the customer asagod, Oviedo Fire Rescue has now collected a substantia revenue for the
sarvice. What was discovered is that the city manager and elected officids have been very receptive to
funding other large scde capitd projects. Thiswould otherwise not be entirely possble before
becoming arevenue producer. Revenue collected from the EM S patient transport service is deposited
to the generd fund rather than keeping the funds within the fire department. Thisis of no concern to the
management team as they have recognized the benefitsin the overal picture. Within this past year done
the city manager and elected officias have supported the organization by funding the purchase of anew
tower gpparatus, a new rescue gpparatus, a new transport capable engine, and have permitted efforts to

begin securing land and revenue for athird fire sation. Asaresult, there are overwhelming benefits to



becoming a revenue contributor to the city government rather than a continua drain on the system.

The problem perceived within the organization was providing a qudity EMS patient transport
sarvice vs. the former private ambulance provider; however, little research or data had been evaluated
to support such aclam. It became gpparent that it was gppropriate to perform an evauation of this
new service. Was Oviedo Fire Rescue adhering to our mission statement (Appendix J) by providing
thisnew EMS patient transport service with acommitment to excellence and a high degree of integrity in
acodt effective and accountable manner? The data collected for this research project in fact supported
the clam that the organization was providing aquaity EMS patient transport service that was more cost
effective and qudity orientated than the former private ambulance provider.

The problem of implementing a EM S patient transport service directly related to the Strategic
Management of Change course in that to accomplish such alarge scde change to a smdl organization
such as our own required the use of the change management model in assurance that the change would
occur effectively, accurately, and with accountability. Changing the working conditions of the
employees required the use of the change management modd in order to achieve success and
adminigter the change accordingly. We discovered during the implementation of an EMS patient
trangport service that employee participation in the change process was vitd to success of the new
program. Therefore, personnel within the organization were brought into the proposed program early to
participate in planning for and facilitating the change. Thistactic proved to be effective in addressing the

needs of theinterna customers (employee) and moving the change dong in the anticipated time frame.



LITERATURE REVIEW
Surveys

An evduation of various forms of literature supported the clam that performing surveysisan
effective toal in evduating the stisfaction level of both the interna and externa customer aswell asan
effective tool in evaduating the overd| satisfaction levd of the organization. The process of surveying the
customer is beneficid in that it provides a current look at the organization aswell as ameansfor long
range planning. Without knowing what the customer thinks of service qudity, it would difficult to effect
system changes that provide direct improvements for the organization, and most importantly, the
customers. Robin Paulsgrove, Assstant Fire Chief of Augtin Texas fire department stated: “The
organization’s commitment to service should be reinforced through such action groups as qudity
assurance teams, quality or service circles, focus groups and customer satisfaction tracking systems.
Customer perceptions can be gathered through questionnaires, interviews, feedback surveys and focus
groups’ (Paulsgrove, 1991).

The use of surveys proved effective in evauating the overdl satisfaction of the EM S patient
trangport service of the externa customer (patient), the internal customer (employee), locd fire/rescue
EMS coordinators as well asthe medica director. Without the data collected from each specific area,
it would have been impossible to conduct an thorough examination of the EMS patient transport service.

The surveys provided inva uable data supporting the claim that the City of Oviedo Fire Rescue
Emergency Management was in fact providing aqudity EMS patient transport service vs. that of the
former private ambulance company.

Internal Customer

The City of Oviedo Fire Rescue Emergency Management was dready providing EMS with



advanced life support services to the community prior to acquiring the transportation services. In doing
30, much of the ground work was dready in place. What was required was a process of managing the
change to make certain that employee participation and support was part of the service. Without
employee support, the program was surely destined for fallure. Indilling a positive image within the
organization members was part of the origind concept and part of the change management modd.
Peter Block sad, “The difficult part isto move toward the vison in away that affirms our commitment
to be of service, to contribute, and to treat others with a compassion” (Block, 1987). Personne bought
into the new program right from the start because the change management team was successtul in
indtilling the vison, the employees became supportive of the proposed EM S patient trangport program
and assgted in its development. This was perceived to be the most crucid dement of the plan. Without
labor’ s support of the program it was surely headed for defeat. Mary Jane Dittmar said, “When anew
program is forced, rather than eased into, it can cause problemsin ddivery” (Dittmar, 1993). Nancy
Grant and David Hoover said, “All employees desire recognition, the fedling of being vaued, and the
feding of being a part of the organization” (Grant, Hoover, 1994). The employees of the City of
Oviedo Fire Rescue Emergency Management are an important part of the process. Rewarding
employeesfor ajob well done is accomplished by merit evauations and awards at an annua banquet.
This often gives the members something to look forward to and feel more of a part of making the
organization a success.
Single Tier System

From the very beginning the management team viewed this new program as a quality issue and
not amonetary issue. The revenue that would be collected was perceived asicing on the cake so to

peek. Every member truly believed that a Sngle tier system was superior than the two tier system that



had been in place. Katy Benson said, “The patients well-being is the most important factor in who
provides emergency care, of course. A study used by the Deerfield Beach Fire Department showed
patient care improved in asingle tiered response system, in which the medics who start prehospital care
a0 transport the patient” (Benson, 1994). The employees of the City of Oviedo Fire Rescue
Emergency Management strongly recognized that a better leve of serviceis provided to the patient by a
angletier system asindicated in their survey responses (Appendix K) and their own persona comments
(Appendix L).

William Kinsey sad, “ Employee attitudes were supportive and protective of the fire
department’ s ambulance operation, with the vast mgority of employees supporting the fire department
as the sole source provider without (turfing) or (farming out) any portion of the service to the private
provider” (Kinsey, 1994). Thisatitude was reedily agpparent within our organization aswell even
though many of the employees worked part time for the private ambulance provider on their days off.
Medical Director Support

The medica director who supervised the operations of not only this agency but the
surrounding fire rescue agencies aso strongly supported the single tier syslem (Appendix M).

In the medica directors responses he stated service quaity had improved by shorter response times,
good patient assessment and quality care, better head to toe examinations, improved paramedic sKills,
and improved accountability. The medicd director evauated performance based qudity assurance
programs in place such as reviewing of patient run reports and verbd reports and the lack of
complaints. Within the county wide system the medica director is responsible for monitoring and
amending the EM S protocols as wdll as assuring qudity assurance isin place within each organization.

Ryan Gresham said, “If adepartment is not willing to dlow an EM S physician to come in and do



medica qudity assurance, working with them on protocols and training, then | don't think they should
be doing EMS’ (Gresham, 1994). The medicd director for the county wide system schedules annud
mestings with each agency to provide for an open floor discussion and regulates the monthly EMS
training for al paramedicsand EMTs.

Competition

Doug Brown said, “The hope for surviva of EMSin the fire service depends on how
competitive fire EMS can be againgt private EMS’ (Brown, 1994). It isimportant to continualy
evauate the status of such servicesin order to remain competitive with private enterprise. Thisis
accomplished by processes such as survey cards. Doug Brown aso said,

The chdlenge to fire service leadersis to factualy convey to locd politicians and entity
managersadministrators that fire operated EM S programs are a better value than private EMS. This
does not always mean (cheaper), but it definitely means more cogt-effective. Old arguments won't hold
water any more (Brown, 1994).

Qudlity isakey point in thisissue. A cost comparison was performed (Appendix I) which evauated the
fees of the private ambulance provider vs. the city asaprovider. Inthisevauation it was determined
that the customer would save only about ten dollars utilizing the city trangport vs. the private ambulance
provider. This minuscule amount of savings did not effect the outcome of the dected officids awarding
the contract to the city fire rescue. Severa other key areasthat led to an edge in securing the contract
were response times (Appendix H) and number of transport units and their locations (Appendix G). It
was determined that the City of Oviedo Fire Rescue provided a substantialy better response time to the
initid call versus the private ambulance provider. Jane Dittmar said, “ Fire stations are Stuated so that

response time often isimproved; the time difference between the arrivd time of the fire engine and the



ambulance in outlying areas can be dramatic” (Dittmar, 1993). Thiswas such the case for the City of
Oviedo aswdl. The private ambulance provider supplied atotd of five ALS transport unitson a
twenty four hour basis for an entire county wide area. Thisincluded serving six citieswithin this area.
The closest ALS private ambulance transport unit to the city of Oviedo was Sixteen minutes avay on an
average asindicated in the response times (Appendix H) and private ambulance response districts
(Appendix G).

Jerome Hauer said, “In asystem of free enterprise, if afire department can provide prehospita
care better than an existing ambulance service, let it do so” (Hauer, 1993). Thisiswhat gppeared to be
the case for the City of Oviedo versusthe private provider. The eected officids gpparently recognized
the same, as the contract was awarded to the city.

Reaching out to the community smply can not be better served than by providing EMS
savices. Thisisby far the one areathat sgnificantly reaches a substantia amount of the population asis
indicated by the number of responses. It is a golden opportunity to network with the customer. Mary
Jane Dittmar said, “Where sampled, public sentiment has shown that the public ranks EM S as the most
vaued public servicg’ (Dittmar, 1993). This further collaborates the theory that EMSis avitd function
of thefire rescue service. Mary Jane Dittmar goes on to say, “Providing EMS services seemsto bea
naturd way for fire departments to build rapport with the community resdents’ (Dittmar, 1993).
Competition can be hedthy to an organization. Kevin Brame sad,

All over the country public services are being chdlenged by amultitude of concerns and
gpecia interest groups. These concerns can create the prime environment in which we can excd, but

only if we arewilling to rise to the chdlenge (Brame, 1994).



Local Proposals

Thefire chiefsin Seminole County formed an executive branch and created sub groups such as
communications, EMS, training, public education, operations, etic. The EMS sub group was
empowered to conduct athrough study of what is best for the citizens of Seminole County. Asareaullt,
they produced a completed evauation (Appendix N) which recommended a Single tier system with the
local fire rescue agencies providing EM S patient transport services. They further recommended some
consolidation of some services such as purchasing, training, etc.

The EMS coordinators within the county wide system from each agency were surveyed in an
effort to determineif they were satisfied with their own EMSS patient transport service snce
implementation. It should be noted that at the time of this research project, many of these agencies had
been providing this new service for less than a year as opposed to Oviedo Fire Rescue who has been
providing the service for over ayear. The data collected from these coordinators (Appendix P)
indicated their own agencies had been successful in providing the new EMS patient transport service
and the quaity was perceived to be excdlent.

External Customer

By far the most important element in this EM S patient transport service isthe cusomer. The
survey results indicated that the customers rated the new service an overal excdlent with a
rating of ninety three percent (93%) (Appendix Q, Appendix R). This success can be contributed to
the management of the program by the adminisiration, the employees, and the medical director.
Management’ s expectations could not have rated this service with such a high degree of successfor the
firg year. Further review indicated that not a single citizen complaint form had been filed by a customer

at the writing of this research project. This solidifies the theory that the EMS patient transport service



has been successful for the first year and has exceeded the organi zations expectations.
Revenue

Thereis no question that administrators would like a piece of the pie when it comesto EMS. In
the past, many agencies, Oviedo included, would provide initid care to the patient only to pass the
patient off to be trangported by a private ambulance provider who would then collect the fee for the
total service provided. The potential revenue that could be returned to the city would dleviate future
capital expenses such as vehicle replacement, maintenance, and other related items. Though upon
entering into this as a quaity issue from the gart, it quickly became apparent that the department stood
to collect a substantiad amount of revenue aswel (Appendix E). Oviedo has maintained closeto a
seventy five percent (75%) collection ratio Snce implementation of the EM S patient transport service.
The ambulance industry has an average of sixty percent (60%) collection ratio. It only stands to reason
that the fire industry should make attempits to capitdize on these profitsin an effort to better the service
being provided or expand that service. Success with collections has been attributed to accurate report
writing and information gathering from the patient, as well asthe billing agency sdected (Appendix S).
It isimportant that the proper billing agency be sdlected if in house billing is not chosen. Researching
billing agenciesis vitd to assuring that customers are treated compassionately when attempting to collect
for services rendered.
Literature Review Of EFO Resear ch Projects

A literature review of other EFO research projects on this topic aso supported the findings of
this paper that it has been a good merger between EM S patient transport and fire service. David Day
of the Aurora Fire Department said, “The marriage of most fire department’ s sophisticated EMS

gystems to EMS transport is an easily accomplished god” (Day, 1994).



William Kinsey of the Bullhead City Fire Department said, “The ambulance sarviceis chdlenging,
exciting, lucrative, and it can provide arevenue base to help diversify the way in which we do business’
(Kinsey, 1994). Thomas Montoya of the Castlewood Fire Protection Didtrict said,
“ EMS has been viewed by both management and organized labor asthe fiscd sdvation of thefire
sarvice. Thevaue of providing acogt effective EMS service is readily apparent to the community”
(Montoya, 1995). These researchers concluded as aresult of their research that a good marriage can
exig in afire service organization that provides EMS patient transport service, and a better quaity of
care can be provided versus that of the private provider. The service qudity is deemed better in many
different areas such as response times, costs, training, and employee morale.
Literature Review Summary

The literature review discovered that much support exists for fire rescue service providing EMS
patient transport services and in many cases proves to be not only more cost effective for the customer
but with better quality service. Furthermore, the process of usng surveysto evauate the internd
customer, externa customer, and othersis an effective tool in collecting
datafor the management and development of programs. Findings of amilar research projects submitted
by Nationd Fire Academy Executive Fire Officer sudents lend support in favor of fire based EMS

transport services.



PROCEDURES

Surveys were the prime method of conducting research for this project as well as extensve
literature review. Surveys were didtributed to local EM S coordinators in an effort to evauate smilar
agencies attempting to provide or aready providing EMS patient transport services. A survey was
obtained from the medica director who coordinated the entire EM S system county wide and became a
vitd part in the determination if fire service based transport was more beneficid to the customer versus
the private provider. A survey was aso taken from internal customers (employee) in an effort to
determineif they perceived the service quality to be excellent as the management team percelved it to
be. Findly, asurvey of the externd customers (patient) was performed by distributing a customer
survey card which was sdlf stamped with areturn address. This customer survey card alowed the
customer to evauate the service received from severd different perspectives and rate the overal service
aswell. The return on customer survey cards has been outstanding.

The limitations of the survey was that it represented only a small portion of the State of Horida
aswell as the remainder of the country. Further limitations were that no survey was performed by a
private ambulance provider smply because none was in service within the jurisdiction a the time of this
research project.

A number of other areas were reviewed such as revenue collected, response times and
ambulance locations vs. fire rescue locations, complaint processes, and cost comparison. The
limitations to this data was that it was data generated solely be the records generated by the City
of Oviedo Fire Rescue Emergency Management and could not be rebutted by the former ambulance
provider asthey were no longer in operation within the system.

Further review of literature asssted in determining what Situations other fire based agencies had



experienced within the EM S patient trangport service. Additiond literature dso asssted in determining
that a good marriage can exist with afire based EMS patient trangport service, if managed effectively.
A review of smilar EFO research projects added support to fire based EM S patient transport services.
Limitations was the lack of materids within the LRC from private ambulance providers on the same
subject matter.
Additionally, employees were provided the opportunity to add any additional comments for
each survey question. This procedure proved to provide some reasoning on why these respondents

rated the EM S patient transport service with such ahigh rating.

RESULTS
Survey Results Oviedo Fire Rescue Per sonnel
Theinternd customers (employee) of the City of Oviedo Fire Rescue Emergency Management
were surveyed in an effort to determine employee satisfaction with the EM S patient transport service
(Appendix K). In addition to a scoring process, respondents were provided an opportunity to apply
additiond comments (Appendix L). The following questions were asked:
1) How do you ratethe overall service quality of the Fire Rescue EM S patient
transport service?
Twenty seven (27) responses were received on this question. Twenty three (23) or eighty five percent
(85%) replied the overdl service quality was excdlent. Four (4) or fifteen percent (15%)
replied the overall service quaity was good and zero (0) or zero percent (0%) replied the overdl

sarvice quaity needsimprovement.
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Comments:

| believe that the Fire Dept EMS providers receive a higher level of training than providers

in the private sector.

I’ve worked in afew other deptsin this county. Oviedo by far isthe most professond |'ve
seenyet.

We have highly trained personnel providing patient care.

The transport vehicles could be more patient oriented & made to cater to the ride of the

vehide

We have avery vast knowledge of al aspects of fire and EMS, therefore providing

different levels of care from extrication to find ER ddivery.

Even though we charge one of the higher prices, my experience with other departments shows
me we give the best service.

Continuity of patient care. Good customer service.

The knowledge and experience we have makes us the best.

Continuity of patient care by competent service related personnel.

Good patient care from well trained Staff.

Second rescue needs to be in service as much as possible.

Due to an overdl belief that we are a service and to secure our future we need to service

our citizenswell.

Timely response to EMS cdls with excellent patient care provided.

Being acity resdent, many people compliment me and the department on services

rendered.

Petients no longer have to wait on atrangport unit. Trangport is now without delay.

Always been fird rate.

One primary care giver from patient contact to ER.

Theway it should be. Qudity in thiscase meansless. Less meaning, lesstransfers from

one care giver to another.

Employees care about their patients. They strive to produce excellence.



They seemed to be awel motivated group of individuds.
We have some of the finest trained personnd in Centrd Horida. Qudity should only be
rated as excellent.
2) Hasthe quality of patient careincreased or improved?
Twenty Sx (26) responses were received on this question. Twenty two (22) or eight five percent
(85%0) replied the patient care had increased or improved. Four (4) or fifteen percent (15%) replied the
patient care had remained the same and zero (0) or zero percent (0%) replied the

patient care had not increased or improved.

Quality Of Patient Care
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Comments:

Oneonone. No middie man.

Patient care has improved because apatient arrives at the hospital emergency room sooner
then in the padt.

Continued education & critiques after critical & sometimes not so criticd cdls have
continued to improve our patient care on every call.

More time with patient.

Quality of people and increased patient contacts with continuous care has improved our
service aswdl asills.

With more training in house, purchase of new equipment, and more medics on scene.

Yes. Continuity of patient care.

By the EMT’ s giving going thru paramedic school & the existing medics kegping their skills up.
Patient care by OFD has always been outstanding.

Thereis no transfer of the patient care.

Medic on scene maintains contact with patient to hospita.



3)

Petient is with the same paramedic the entire time.

Petient care from beginning until they arrive at the hospitd.

| was not here prior to OFD providing EM S transport, but would speculate that
performance has increased with experience.

Improved thru rapid transport and continuity of care.

Oviedo maintained the same patient quaity of care.

Less patient information logt!

Petient care remains with paramedic. No vitd information islog in the transfer.

Dueto single provider.

Totd patient care.

We have had control of the patient until released to the hospita so the chance for missed
problems during an extra exchange of info is reduced.

There is no more middleman.

The personnel have more hands on continud care through transport, as interaction with  hospital
daff.

Continuoudy educationd.

Hasthe patient care changed in any fashion by the field personnd?

Twenty Sx (26) responses were received on this question. Fifteen (15) or fifty eight percent (58%)

replied the patient care had changed by fied personnel. Six (6) or twenty three percent (23%) replied

patient care had not changed by field personnd and five (5) or nineteen percent (19%) replied patient

care had remained the same by field personndl.

Patient Care Changed
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Comments:

4)

Decreased times for transport.

On trauma calls some of the patient care is being done en route to emergency room. This
makes for better patient care.

Thereis now lessintervention by an outside agency to trangport our patients & bed sde
manners by everyone has aso continued to improve.

| think the continuous care transporting patients dl the way to the ER has improved overall care
for each patient.

More medics to provide quicker ALS support EMT learning and performing better patient
assessments.

Yes. Because crews know that they will get to stay with the patient throughout transport
& are apt to be more in depth with treatment, assessment, etc.

More aggressive because we treat and transport.

Timing of careis consdered more Snce we now transport. 1E: 1v en route, medications
en route.

Thereis no transfer of patient care. When you arrive on sceneyou remainwiththat  patient.
Quicker transport times.

We transport.

| was not here prior to OFD providing EM S transport.

By forcing theinitid care taker to improve his or her ills.

| treat a patient just the same, except now | extend my care to the hospitd.

Trangport times have decreased.

Always outdanding.

Employees tend to be more through with assessments. Mainly | believe due to the fact of
more time with patients.

A dated above. | have seen the care improve over time from the basic life support to
advanced care.

Hasthere been any changein your own délivery of EM S services within the

organization asaresult of providing patient transportation?

Twenty six (26) responses were received on this question.  Thirteen (13) or fifty percent (50%) replied

there was a change in their own ddlivery of EMS services. Seven (7) or twenty seven percent (27%)

replied there was no change in their own ddlivery of EM S services and six (6) or twenty three percent

(23%) replied their own delivery of EMS service had remained the same.
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Comments:

Yes. Quicker transport of patient.

I’ve had prior experience with patient transport & | have had a set routine in which | fed

has been efficient for my patients & mysdf.

Able to perform a better patient assessment.

Remaining with the patient affords us better opportunity to build arapport with the patient
and our skillsfallow through with our care and continue improving.

Yes. With ustransporting thereis no break in care. The patient builds a rapport with the

caregiver.

Ableto provide more for the patient & family in the way of customer service with the patient

much longer.

More aggressive.

We are more likely tp place patientsin our unit for care since we trangport. |E: Violent

gtuations, inclement westher, etc.

| believe it is better quality because of the more dedication.

Look to transport patients as soon as possible.

Responghility for patient care has been extended, accountability to the ER staff is now my

responghility.

| was not here prior to OFD providing EM S transport.

OFD has dways provided ahigh leve of service.

Regardless of transport, patient care should aways be top priority.

More patient contact!

See above.

| now worry more about lawsuits etc. This tends to make me more thorough and exact

with patient care.

| have experienced in transport prior to our inception. | try to give the same care whether

trangporting or not.



5) Hasthe inception of the Fire Rescue EM S patient transport improved the overall
service quality to customer s ver sus the private ambulance provider ?

Twenty five (25) responses were received on this question. Twenty five (25) or one hundred percent

(100%) replied the overdl service quality to customers had improved vs. the private ambulance

provider. Zero (0) or zero percent (0%) replied it had not improved the service quality to customersvs.

the private ambulance provider and zero (0) or zero percent (0%) replied it had remained the same.

Improved Service Quality
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Comments.

Better patient care. Service quality better with not passing off patient & conflicts of care.
Same EMS provider stays with the patient. Thereisno more transfer to private
ambulance. This makesfor better patient care.

Patients do not have to worry about gaining trust every time someone new arrives a their
house. Inthissmdl city most of the citizens we run on we know on afirst name basis &
viceversa. Pdtient trust is pretty much aready taken care of before we ever arrive.
Continuous care without trandfer.

Continuous care, rapid transport, more of a persona service to each & every patient.
Able to continue care without transfer thereby not transferring false or misunderstood
patient information between care givers.

Yes. The private company cuts corners for more profit.

Continuity of patient care from time of aarm to delivering patient to areceiving facility.
Yes. We trest the patient from the beginning to end and never missabesat. The patient



never waits for atransport unit.

The lack of control pf patient care with athird party isno longer anissue. The same high
level of serviceis continued through to the ER.

The public has a better faith in the fire service.

Continued care given thru to the hospitd.

We provide a better level of service, more professiondl.

Less response times for trangport unit. Most personnd redlize thet the patient is paying for our
sday (IE: taxes).

| have been told numerous times by citizens that they are very satisfied with our service and
pleased to see us transporting.

Not employed prior to transport.

Fire dept isfirg to respond therefore patient care has speeded up.

Turn over time and less time on scene,

Theinitid care giver has primary control of treetment & trangport. Patient doesn’t fed  like
there being handed off.

| believe a patient would rather stay with asingle care giver instead of being transferred.
Ovedl savicelevd.

Without not working with a private ambulance | don’t know how the patient care was. |
don’'t know how their employees felt towards their patients.

See above.

Thereisonelesslink in the chain. | assess, treat and transport and report findings to hospitd
daff 1st hand.

Survey Results EM S Coor dinators
The EMS Coordinators of surrounding Fire Rescue agencies whom operated within the same
EMS protocols were surveyed in an effort to determine their satisfaction with the EMS
patient trangport service (Appendix O). In addition to a scoring process, respondents were
provided an opportunity to gpply additional comments (Appendix P). The following questions were
asked:
1) How do you rate the over all service quality of the Fire Rescue EM S patient
transport service?
Six (6) responses were received out of eight (8) mail outs. Six (6) responses were received on this

guestion. Six (6) or one hundred percent (100%) replied the overdl service qudity was excellent. Zero



(O) or zero percent (0%) replied the overdl service quality was good and zero (0) or zero percent (0%)

percent replied the overdl service quality needs improvement.

Overall Service Quality
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Comments,

| can only redly speak for our service becauseit isthe only one | redly know and would
rate it between good and excdlent. Our cal volumeis such that we do not get burned out
but more cdls could result in increased competency.

It was well planned & has met our expectations.

We no longer have to wait extended times to someone el se to trangport our patient. It has
provided a higher leve of serviceto our citizens.

Customer feedback.

2) Hasthe quality of patient careincreased or improved?
Six (6) responses were received on this question. Six (6) or one hundred percent (100%) replied the
qudity of patient care had increased or improved. Zero (0) or zero percent (0%) replied the

qudity of patient care had not increased or improved and zero (0) or zero percent (0%) replied the

quality of patient care had remained the same.
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Comments:

Continued improvement and implementation of technologies such as oximetry ans 12 lead have
hel ped.

Our members enjoy Starting patient care, continuing care through transport & ddivering

to the hospital.

The paramedic’ s are now handling patient care from beginning to end. This hasresulted in
improved care to our citizens.

Better continuity of care and follow ups on patients are more routine practice.

Customer feedback.

3) Hasthe revenue received for the service benefited your agency in any fashion?
Six (6) or one hundred percent (100%) replied the revenue had benefited their agency in some fashion.

Zero (0) or zero percent (0%) replied the revenue had not benefited their agency.

Revenue Benafitad
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Comments:

Revenue has certainly helped to offset some operationa costs. We do not bill city
resdents o revenueis limited.

Revenue received is put into an separate fund & al expenses for trangport is taken out of
that fund, thereby reducing some tax burden.

The money was used indirectly to purchase of anew ALS trangport capable engine.

To the generd fund.

Off set operating costs allowed us to deliver additiond services without increasing budget.

4) Hastherevenuereceived met or exceeded your expectations?
Five (5) or eight three percent (83%) replied the revenue had met or exceeded their expectations. One

(2) or seventeen percent (17%) replied the revenue had not met or exceeded their expectations.

Revenue Recelved
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Comments:

Revenue has been amost precisdly as forecasted.

Exceeded. Our overall collections are above 68%.

We closed out last year with a 73% collection rate higher than any city around usand  higher
than the nationd average.

Percentage is low, but collections are improving.

Cdl load and revenue collection above what was anticipated. Call load above 17%.
Revenue above 10%.



5) Do you evaluate customer satisfaction with the service with the use of survey cardsor
some other form of measurement?

Four (4) or sixty seven percent (67%) replied they do measure customer satisfaction with the use of

survey cards or some other form of measurement. Two (2) or thirty three percent (33%) replied they

do not measure customer satisfaction with the use of survey cards or some form of measurement.

Use Of Customer Surveys
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Comments,

We use asurvey letter which we send to atarget population each quarter.
We are currently looking at different methods.
Our crews hand out a survey card on every cal. These cards are mailed back to our dept.
Persond cdlsto patient.
Survey cards returned postage paid.

6) What isthe overall customer satisfaction with the Fire Rescue EM S patient
transport service?

Four (4) or sixty seven percent (67%) replied the overal customer satisfaction with the Fire

Rescue EM S patient trangport service was excellent. Two (2) or thirty three percent (33%) replied the

overal customer satisfaction with the Fire Rescue EM S patient trangport service was good and zero (0)



or zero percent (0%) replied the service needs improvement.

Overall Satisfaction
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Comments:

Generdly our comments are good to excdlent but naturaly sometimes customer
expectations are not met. For non residents, complaints generally center around charges.
Rardly a paient careissue isidentified and these are treated with highest priority.
We have received good comments from our citizens. Very few complaints. Man
complants: hilling.
We have only received 1 complaint Since inception.
Probably excdlent, but no forma survey exist for evauating.
Feedback from customer surveys.
Survey Results Customer Survey Cards
The externd customers (patient) were surveyed in an effort to determine the cusomers
satisfaction with the EM S patient transport service (Appendix Q). In addition to a scoring process,
respondents were provided an opportunity to apply additiona comments
(Appendix R). The following questions were asked:
1) How would you rate the courteousness of our employees?

One hundred eighty five (185) responses were received. One hundred seventy six (176) or ninety five

percent (95%) replied the courteousness of our employees was excellent. Nine (9) or five percent



(5%) replied the courteousness of our employees was good and zero (0) or zero percent (0%) replied

the courteousness of our employees needs improvement.

Courteousness Employee
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2) How would you rank the courteousness of the 911 oper ator ?

One hundred forty four (144) responses were received. One hundred twenty five (125) or eighty seven
percent (87%) replied the courteousness of the 911 operator was excdllent. Sixteen (16) or six percent
(6%) replied the courteousness of the 911 operator was good and three (3) or two percent (2%)

replied the courteousness of the 911 operator needs improvement.

Courteocusness 911 Oper
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3) How would you rank the technical competence of our crew?

One hundred eight one (181) responses were received. One hundred seventy one (171) or ninety four
percent (94%) replied the technical competence of our crews were excellent. Ten (10) or Sx percent
(6%0) replied the technical competence of our crews was good and zero (0) or zero percent (0%)

replied the technical competence of our crews needs improvement.

Technical Competence
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4) Did the Fire Rescue unit arrivein areasonable time?

One hundred seventy five (175) responses were received. One hundred seventy five (175) or one
hundred percent (100%) replied the fire rescue unit arrived in areasonabletime. Zero (0) or zero

percent (0%) replied the fire rescue unit did not arrive in areasonable time.

Reasonable Arrival Time
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5) How would you rate the cleanliness of our ambulance?

Ninety nine (99) responses were received. Ninety (90) or ninety one percent (91%) replied the
cleanliness of our ambulance was excdllent. Nine (9) or nine percent (9%) replied the cleanliness of our
ambulance was good and zero (0) or zero percent (0%) replied the cleanliness of our ambulance needs

improvemen.

Ambulance Cleanliness
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6) Pleaserate your overall satisfaction with the City of Oviedo Fire Rescue &
Emergency Management Department.

One hundred eight four (184) responses were received. One hundred seventy two (172) or ninety

three percent (93%) replied their overdl satisfaction with the City of Oviedo Fire Rescue & Emergency

Management was excellent. Twelve (12) or seven percent (7%) replied their overdl satisfaction with

the City of Oviedo Fire Rescue & Emergency Management was good and zero (0) or zero percent

(0%) replied thar overdl satisfaction with the City of Oviedo Fire Rescue & Emergency Management

needs improvement.
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Comments.
Positive:

Thanks for everything.

Thank you.

Thank you.

Far exceedingly above the cdl of duty.

Very courteous and very efficient. Excellent job.

The best Fire Department in the State of Florida.

Very pleased.

We can see no way for improvement.

These guys were wonderful. It'saprivilegeto live in Oviedo.

Y ou have one unit personnel who was exceptiona. Do not recdl hisname. Thank you.
Excdlent service by well trained & courteous personndl.

The crew was very comforting. Very nice.

Rescue was cdled from OHS & he was transported to the hospital.

Ratings based on short time observation.

Each individua was extremedy courteous & very professond.

Professond.

The best and friendliest crew | ever met.

Courteous & polite employees.

| did not go to the hospitd, so didn't use ambulance.

Wl done-professiond & friendly.

Robert took very good care of me during the trip to the hospita! Thank you.
Thank you dl so much. When | get to feding better I'll bring you guy'sapie.
These men were great. I'm glad we have them to help us. Thanksto dl of them!
Excdlent service & response on a Sun night.

| thank the crew very much for excellent service.

Many thanksfor dl your help & kindness.

Outstanding service.



Thank you, you were very hdpful.

Locked keysin car a McDonads. Firemen stopped for dinner! They were courteous &
friendly & heped immediatdy!

| was very impressed with the quick response time and the emergency treatment that was
provided by avery professond Rescue Squad for my mother who was vigting from
Cdifornial Thank you from the bottom of our hearts

Good response time. The crew handled themselves in avery professona manner.

If you need help most professond knowledgeis dl you want and get from the Oviedo Fire
Rescue.

Thank you for coming so fast. | appreciate the service.

Superb response and service. Thank you!!!

Y our staff was more than helpful and had such greet attitudes! Thank you.

Extremdy professona crew. Good job!

Super job, very courteous and professional.

The crew that came were kind & caring & patient & went to work immediately on my
husband. He is coming out of his stroke very well.

Efficent and hdpful, perfect gentlemen.

Gresat service.

Very caing.

Courteous and competent.

Four young men were dl very compassonate & patient.

Two firefighters were great! Very hdpful. Thank you.

Firemen were courteous & helpful & greetly appreciated.

Thank you for your wonderful help!

| greatly appreciate the service of emergency personnd.

| credit the rescue crew with saving my son'slife. | will be forever grateful. They werein
control, focused, extremely attentive to both my son and mysdlf. Thank you!
Thiswasavery unusud cal. Dog had bal caught in throat but your people were very
competent, courteous & compassionate. Thank you!!!

They've dways made the kids fed relaxed.

|zzo & driver of fire truck were very courteous & made the best of the Stuation.

There is no need for improvement. Y ou people dl the best of the best.

| had fortunately, anon emergency visit, but appreciate their care & promptness. Thanks!
The whole crew was very professond, helpful and comforting! Thank you to them dl!
Was at the Taste of Oviedo and got stung by a hornet and the fire rescue unit took care of
me. They were S0 nice to me and took time to take care of my ing.

Thisisour 3rd experience with OFD-Please don't et Seminole County or Oviedo put this
excdlent service in any one else hands.

Laurie (Blonde Hair), Laurie (dark hair), Stephen and Rob were wonderful. Al the driver of the
ambulance & Bill who kept awatch over Ed were greet. For meit was atrying time. Many
thanks to your concerned, compassionate, thoughtful crew.

Thanks for getting my baby out of the locked car! I'm glad you were nearby. | don't know
what | would have done. That was aterrible moment & I'm so glad that she'sok! Theguys



who rescued her were very nice & helpful.

This was a non emergency service involving smoke detectors. The service was prompt and
complete and much appreciated.

First time we ever needed this service. The unit responded quickly & explained what they did
& wasgoing todo. | dso rode to the hospitd with them, polite, courteous, atentive to my
uncle, even a the hospitd found me to explain the next steps. Thank you guys for your help.
He's doing ok-During hisweek stay at the hospita the Dr.s found he needed a4 way by pass
which he had Monday 3/3, unrelated to the problem.

It is competent and courteous people like that who make Oviedo a safe & nice placeto
livein.

| was very impressed with the genuine kindness of the men. They even wanted to clean up the
mess. It was a non emergency Situation and they couldn't do enough. Thank you.

I'm very thankful to be living in acommunity that offers such a professond & courteous
sarviceto dl theresdents. It's quite evident the Oviedo Fire Rescue Dept are fine young
men who take pridein their professon. It shows Thanks so much!

| have been very impressed with al the above. Intheir duty they have impressed & helped me
very much. God bless!

Warm and compassionate.

A caring professona and competent group.

They were very kind & understanding under circumstances.

Thank you for dl your help.

Took very good care of my wife. Thank you.

| flagged you folks down when | ran out of gas- Thanks for being so terrific!

Asanew mother | redlly gppreciate the information | was given and the understanding. |

fed my baby is safe with the Oviedo Fire Dept. near by.

Both fire & Oviedo police were excdlent & compassionate! Greet guysl Thanksfor
responding to my aid. 1t was arelief to seeyou arrive.

Thank you for your help in atough Stuation!

They came to our needs not once but twice in one week. A big thank you al.

| am very grateful to the fire dept. and my neighbor Ed.

| was impressed by the knowledge and the way they trested mein a persona way.

Thank you-Good job.

The crew had my truck opened in probably al of 4 minutes.

Excdllent job.

Thanks for agreat job done!

All very good! The young lady exceptionad!

Made us at ease over cat up tree!

The gentlemen helped my husband & | clean up the mess after our kitchen fire. It was above &
beyond their cdl of duty. We greetly appreciateit. Thanks guys.

The officers were prompt and courteous and | redlly gppreciated their coming to pick up

the old flares from the house.

The three firemen that called the station for us wonderful & caring people. Thank you!!

Very professond.



Response time was 5 minutes. Outstanding crew was very professond.

Aswe were locked out of our house, they were caming, reassuring & very competent.

| think its great, Oviedo hasits own group. Thanks for the help.

Thanks to the fire rescue & emergency dept. you dl did agreat job. Thanksalot!
Thank you for the invaluable service you provide our students and for the competent
professona manner you exhibit!

Very nice & hdpful crew. Thank you.

They were great understanding and caring.

They could not have been more courteous or competent.

The employees of the rescue emergency are to be commended for they were just
wonderful to me & my husband.

They could not have been more helpful or thorough!

Have had to use twice and both times very satisfied.

The most recent event 9/27/96 my mother was stabilized by the time they reached the
hospital. Thanks!

Thanks.

They were gredt.

They were gredt.

Just moved to this area (Oviedo) in July 1996. The crew that came out to help me with
my husband were just great! Such afine bunch of young men. So kind and caring. Will
aways be grateful to them. Lovethemadl.

Mitch took great care of us. Thanks!

Couldn't of gotten any better service. Did aterrific job.

Thefire rescue were very friendly & hdpful.

Firg time | have ever used such aservice. | was surprised by it's overal excellence. Thank
you!

Those guys were great. They were very attentive and concerned. And they looked like
they knew what they were doing.

We could not have asked for any better service from al. Thisisthe 3rd time | used them
and are excellent and very courteous.

Very good, courteous, professond.

| am thankful you are o close by.

Thanks for being there.

Oviedo is very lucky to have such fine paramedics.

Y our service and care were both excellent.

Terrific job, minor injury never trested as mgjor!

Excdlent service.

Every time | need your service you are there for me and my family. Thanks.

Many thanks!

Negative:

The operator was very rude!



The 911 operator was very uncaring and felt like | put her out so much that | hung up on
her!
Operator's careless attitude was much to be desired.
There was some confusion in locating the incident site. May be crew need to take tour of
our area more often.
Every thing is excdlent, but | concerned about the people don't know English. s best will send
someone speak Spanish for does don't know English of the last nameisin Spanish or ask them
if they do. | have about 4 person come from the call | do no one of does now Spanish. Thank
for everything & god blessdl of you.
Survey Results M edical Director
The medicd director was surveyed in an effort to his overdl satisfaction with the EMS
patient transport service (Appendix M). In addition to scoring the medica director was provided an
opportunity to gpply additiona comments (Appendix M). The following questions were asked:
1) How do you rate the overall service quality of the Fire Rescue EM S patient
transport service?
Excdlent
Comments:
Short response time, good QA process, good quality care.
2) Hasthe quality of patient careincreased or improved?
Yes
Comments:
Paramedics assuming door to door care. Get good feedback from ER daff.
3) Hasthe patient care changed in any fashion by thein field personnel?

Yes

Comments:



Better head to toe evauations.
4) AsMedical Director, how do you evaluate quality assur ance concer ning the overall
service quality and patient care provided by Fire Rescue per sonnel?
Comments:
Run report review done by QA office @ EMS office. Exceptions/problems brought to my
attention. Good local QA review by OFD QA personndl.
5) Hasthe inception of Fire Rescue EM S patient transport improved the overall service
quality to customersvs. the private ambulance provider ?
Yes
Comments:
Shortened door to door times, improved paramedic’s skill levels, improved accountability.
Cost Comparison
Additiondly a cost comparison was evaluated on the fee schedule for the City of Oviedo
Fire Rescue Emergency Management versus the former private ambulance provider. The evauation
determined that a savings of nine dollars and fifty three cents ($9.53) would occur per each transport for
the base rate and a savings of twenty one cents (.21) per mile for the base mileage rate if the service
was provided by the City of Oviedo Fire Rescue Emergency Management (Appendix I).
Citizen Complaints
An evduation of citizen complaint forms during this review period dso determined that not a
gngle citizen complaint form was filed againg the City of Oviedo Fire Rescue Emergency Management
(Appendix F).

Response Times



An evduation of response time of the City of Oviedo Fire Rescue Emergency Management
versus the former private ambulance provider concluded that on an average the City of Oviedo Fire
Rescue Emergency Management maintained an average response time of four minutes and twenty one
seconds (4:21) versus the former private ambulance provider whom maintained an average response
time of sixteen minutes and three seconds (16:03) (Appendix H).

Revenue

An evaduation of the revenue collected indicated that the City of Oviedo Fire Rescue Emergency
Management in coordination with the billing agency had been successful in exceeding the expectations of
revenue generated from the new EM S patient transport service (Appendix E). In fact the revenue
collected exceeded the nationd average and the private ambulance industry average.

EMS Sub Group Proposal

As directed by the executive group, the EM S sub group prepared an evauation and proposal
reviewing many aspects of the EM S patient transport service (Appendix N). The
conclusion of thisreport supported the initid theory that the loca fire rescue agencies could provide a
better quaity EM S patient transport service versus the private ambulance provider. The report
indicated that a Sngle tier system was superior to two tier syslem that had been in operation for many
years. The executive group members utilized this materia when gpproaching ther eected officidsin
Securing a contract within each jurisdiction.

Legidation

The City of Oviedo dected officids adopted Resolution 525-95 establishing afee schedule

prior to awarding the EM S patient transport service to the City of Oviedo Fire Rescue Emergency

Management (Appendix T). Schedule established base rates and other related rates to medical



trangport and servicesrendered. This helped pave the way for the securing of the EMS patient
trangport service for the fire rescue department.

The Seminole County Board of County Commissioners provided the City of Oviedo Fire
Department a Certificate Of Public Convenience And Necessity which was required for the City of
Oviedo to provide EMS patient transport services (Appendix U). This obstacle was important dueto it
was alegidative requirement as pecified by the sate EMS office. This certificate was acquired prior to

implementing the EM S patient trangport service by the City of Oviedo.



DISCUSSION

The research project results demongtrate support for the origind hypothesis that the City of
Oviedo Fire Rescue Emergency Management could provide a superior EMS patient trangport service
versus the former private ambulance provider and that the overal service quaity has been
excdlent as indicated from the externa customers (patient), internal customers (employee), locd EMS
coordinators aswell asthe Medica Director. Furthermore, cost analysis indicate that
a savings does occur to the insurance provider or patient when the patient is transported by the City of
Oviedo Fire Rescue Emergency Management. Though the savings is minimd, the quality of service
appears to make up for the difference in price.

The average responses times of the City of Oviedo Fire Rescue Emergency Management vs.
the former private ambulance provider strongly lean in favor of the city asthe provider for the EMS
patient transport service. The average response time of the former private ambulance provider does not
even meet the nationa standard and is considered unacceptable to the hedlth and welfare of the patient.

The revenue collected by the City of Oviedo Fire Rescue Emergency Management indicates an
above average collection rate. This further supports the hypothess that this organization is managing the
EMS patient transport service in an effective manner in which the city is receiving areturn on its
invesment. The long range benefits for the past year have proven that by becoming arevenue
generator, the organization has profited by the endorsemert of severa large scale capital projects from
the dected city council members.

In conclusion, after evauating many different areas of the EM S patient transport service for the
City of Oviedo Fire Rescue Emergency Management, it is pparent that in this case the

city is capable of providing amore cost effective, quality service to the citizens of this community versus



the former private ambulance provider. The degree of success has been given an overdl excdlent rating

by the customers, employees, loca EMS coordinators, and the Medica Director.

RECOMMENDATIONS

The City of Oviedo Fire Rescue Emergency Management should continue to monitor
the EM S patient transport service with the use of customer survey cards, employee surveys,
consultation with local EM'S coordinators and the Medica Director. This has proven to be an
effective tool in evauating the status of such programs as indicated by the survey results.

The organization should continue to insure its EM S patient transport service remains
cos effective by monitoring fees of loca service providers and maintaining aworking
rel ationship with insurance providers and the contracted billing agency.

The organization should continue to provide for monthly EM S training of personnd and
maintain working relationships with locd fire rescue agencies for the same purpose.

The organization should respond quickly to any receipt of customer complaints received
by ether customer survey cards or the citizen complaint process.

The organization should continue to evaluate new technology as medical equipment
becomes available for emergency scene personne to provide the very best level of care that
modern equipment may provide.

The organization should continue to reward employees for outstanding performance

with an annua awards banquet as well as the merit evauation system.
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